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1.0 



Real Party in Interest 



The real party in interest is Genesys Telecommunications Laboratories, Inc. 



This is an appeal from the Office Action of the Examiner datecLDS/SflT^OOS 
rejecting claims 1-25, the only pending claims in the application. There are no related 
appeals of the claims in this case or interferences in the instant case. 



Following is the status of all claims in the instant case: 



1. 


Rejected - 


appealed in this brief. 


2. 


Rejected - 


appealed in this brief. 


3. 


Rejected - 


appealed in this brief. 


4. 


Rejected - 


appealed in this brief. 


5. 


Rejected - 


appealed in this brief. 


6. 


Rejected - 


appealed in this brief. 


8. 


Rejected - 


appealed in this brief. 


9. 


Rejected - 


appealed in this brief. 


10. 


Rejected 


- appealed in this brief. 


11. 


Rejected 


- appealed in this brief. 


12. 


Rejected 


- appealed in this brief. 


13. 


Rejected 


- appealed in this brief. 


14. 


Rejected 


- appealed in this brief. 


15. 


Rejected 


- appealed in this brief. 


16. 


Rejected 


- appealed in this brief. 


17. 


Rejected 


- appealed in this brief. 



2.0 



Related Appeals and Interferences 




3.0 



Status of the Claims 



-3- 



18. 


Rejected - 


appealed in this brief. 


19. 


Rejected - 


appealed in this brief. 


20. 


Rejected - 


appealed in this brief. 






annealed in this brief 

UU UvCUvU ill 1.111 0 LJ I IV 1. • 


22. 


Rejected - 


appealed in this brief. 


23. 


Rejected - 


appealed in this brief. 


24. 


Rejected - 


appealed in this brief. 


25. 


Rejected - 


appealed in this brief. 



4.0 Status of Amendments 

No amendments have been filed subsequent to the rejection of claims 1-25, the subjects 
of this appeal. 

5.0 Summary of the Claimed Subject Matter 

Following is a concise explanation of the subject matter defined in each of the four 
standing independent claims including their dependent claims. 



5.1 Independent method claim 1 

1 . (Original) A method for establishing a remote agent station from a call center, 
comprising steps of [ Fig.l; 126, 101]: 

(a) establishing a data link between a computer platform at the remote agent 
station and a CTI processor connected to a telephony switch at the call center [Fig. 1, 
129, 1 19, first described page 8, line 9, lines 18-20, p.8, line 27 through to p. 9, line 8] ; 

(b) determining to switch a selected one of the incoming calls to an agent at the 
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remote agent station [p. 8 lines 18-20]; 

(c) retrieving data associated with the selected incoming call from a database at 
the call center [first described p. 9, lines 22-25]; 

(d) forwarding the data associated with the selected incoming call to the computer 
platform at the remote agent station via the data link [first described p. 9, lines 25-27] ; 

(e) placing a call from the call center to a telephone at the remote agent station [ 
p. 9, lines 21-22] ; and 

(f) switching the selected incoming call to the remote agent station [ p. 9, lines 

27-28]. 

In summary method claim 1 provides an established data connection between the 
CTI processor at the call center and a computer station at a remote agent station, and as 
incoming calls to the call center are switched to the remote agent station, data pertaining 
to each incoming call is retrieved from the data base at the call center and sent via the 
open data link to the computer platform at the remote agent station to be displayed on the 
agent's VDU. 

5.2 Independent method claim 8 

8. (Original) A method for establishing a remote agent station from a call center, 
comprising steps of: 

(a) implementing a dial-up data link between a computer platform at the remote 
agent station and a CTI processor connected to a telephony switch at the call center, 
wherein enabling the data link includes a log-in procedure, and wherein once established, 
the connection may be renewed after being broken by a reduced log-in procedure [p. 10, 
lines 12-23]; 

(b) receiving incoming calls at the call center; 

(c) determining to switch a selected one of the incoming calls to an agent at the 
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remote agent station; 

(d) placing a call from the call center to a telephone at the remote agent station via 
a telephone line connected to the telephone; 

(e) detecting the incoming call by a TAPI-compliant device connected to the 
computer platform at the remote agent station and to the telephone line to the telephone 
at the remote agent station, initiating thereby a dial up of the data link with the reduced 
log-in procedure [p. 10, lines 1-2; 12-23]; 

(f) switching the selected incoming call to the remote agent station; 

(g) retrieving data associated with the selected incoming call from a database at 
the call center; and 

(h) forwarding the data associated with the selected incoming call to the computer 
platform at the remote agent station via the open data link [p. 10, lines 17-23]. 

In summary, the above claim recites a simplified log in procedure providing the 
data connection between the remote agent and call center is not constantly maintained. 
The claim also provides for a TAPI-compliant device which enables a modem or bridge 
at the agent's PC/VDU interfacing with voice line 127 as well as to telephone 133. This 
enables the remote agent to control calls and data received from the call center via the 
PC/VDU. 

5.3 Independent method claim 15 

15. (Original) A method for establishing a remote agent station from a call center having 
a CTI processor connected by CTI link to a telephony switch, comprising steps of: 

(a) receiving incoming calls at the call center; 

(b) determining to switch a selected one of the incoming calls to an agent at the 
remote agent station; 

(c) dialing a modem at a computer platform at the remote agent station by a 
modem connected to the CTI processor, establishing thereby a data connection between 
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the computer platform at the remote agent station and the CTI processor [Fig. 1, 1 15, p. 
8, line 27 to p. 9 line 2]; 

(d) placing a call from the call center to a telephone at the remote agent station via 
a telephone line connected to the telephone; 

(e) switching the selected incoming call to the remote agent station; 

(f) retrieving data associated with the selected incoming call from a database at 
the call center; and 

(g) forwarding the data associated with the selected incoming call to the computer 
platform at the remote agent station via the open data link [p. 9, lines 9-28]. 

In summary method claim 1 provides an established data connection between the 
CTI processor at the call center and a computer station at a remote agent station via a 
dialing procedure into a modem bank connected to the CTI processor at the call center. 
As incoming calls to the call center are switched to the remote agent station, data 
pertaining to each incoming call is retrieved from the data base at the call center and sent 
via the modem connected data link to the computer platform at the remote agent station 
to be displayed on the agent's VDU. 

5.4 Independent system claim 20 

20. (Original) A home agent call center system, comprising: 

a telephony switch connected to a first trunk adapted for receiving incoming calls 
from a telephony network [ Fig. 1, 116, first described p. 7, lines 25-27], and to a second 
trunk adapted for placing outbound calls into the network [Fig. 1 1 17, p. 8, lines 18-22]; 

a computer telephony integration (CTI) processor connected to the telephony 
switch and to a data base [Fig. 1,113, p.7, lines 9-17], the CTI processor executing a CTI 
application [ Fig. 1, T-S 108, p. 8, lines 13-14; p. 9, lines 19-28]; 

an agent station remote from the call center, the agent station having a telephone 
connected by a first telephony line to the telephony network and a computer platform 
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with a video display unit (PC/VDU) connected by a second telephony line through a 
modem to the telephony network [p. 8, line 27 to p. 9 line 2]; and 

a data port associated with the CTI processor adapted to establish a data 
connection [p. 8, lines 7-10]; 

wherein a data connection is established between the CTI processor and the 
computer station at the remote agent station, and as incoming calls are switched to the 
remote agent station, data pertaining to each incoming call is retrieved from the data base 
and sent via the open data link to the computer platform at the remote agent station to be 
displayed on the VDU [p. 10, lines 17-23], 

In summary the above claim provides a system which accomplishes a data 
connection between a CTI processor at the call center and a computer station at a remote 
agent station, and as incoming calls to the call center are switched to the remote agent 
station, data pertaining to each incoming call is retrieved from the data base at the call 
center and sent via the open data link to the computer platform at the remote agent station 
to be displayed on the agent's VDU. 

6. Grounds of Rejection to be Reviewed on Appeal 

Independent claims 1-25 stand rejected under 35 U.S.C. 102(e) as being 
anticipated by Petrunka et al. (US Pat No. 6,122,364). 

7. Argument 

Following is a presentation of arguments against the rejection put forth by the 
Examiner. 



7.1 



35 U.S.C. 102 against claims 1-25 
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re: independent Claims 1, 8, 15, 20 

The Examiner rejects independent claims 1, 8, 15 and as being anticipated by 
Petrunka. The Examiner rejects the independent claims as a group, so appellant presents 
the arguments and rebuttal in same. Appellant believes that the Examiner has presented a 
piece of art that fails to teach all of the limitations positively recited in appellant's 
independent claims. Therefore, the Examiner has failed to present a proper prima facie 
case of anticipation against appellant's independent claims. 

The Examiner's Arguments : 

4. In regards to claims 1, 8, 15, 20, 22, and 23, Petrunka discloses a method and 
system for establishing a remote agent station (Fig. 1 and agent terminal 1310) from a 
call center (Fig. 1 and Network Call Center 1 100), comprising steps of: establishing a 
data link (data network 1500) between a computer platform at the remote agent station 
and a CTI processor connected to a telephony switch at the call center (Fig. 1 and col. 3 
lines 15-21); determining to switch a selected one of the incoming calls to an agent at the 
remote agent station; retrieving data associated with the selected incoming call (col. 1-6) 
from a database (ACD server 1 120); forwarding the data associated with the selected 
incoming call to the computer platform at the remote agent station via the data link (col. 5 
lines 44-50); placing a call from the call center to a telephone at the remote agent station; 
and switching the selected incoming call to the remote agent station (col. 5 lines 51-61). 

Appellant's response: 

Applicant argues that Petrunka clearly does not anticipate all of applicant's 
limitations in the base claims, and does not teach all of the method steps of applicant's 
claims, in the order in which they are recited in the claims , which is required for a prima 
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facie rejection. 

The above teaching of Petrunka clearly teaches that the call is received at the 
agent station before information regarding the caller, or any other data concerning the 
call is received at the agent station 1310. Applicant wishes to direct the Examiner's 
attention to applicant's step (c) of claim 1, which specifically recites "retrieving data 
associated with the selected incoming call from a database at the call center, and step (d), 
which recites "forwarding the data associated with the selected incoming call to the 
computer platform at the remote agent station via the data link", both steps (c) and (d) 
occurring before the actual placing and switching of the incoming call to the remote 
station. 

Referring now to claim 1, with reference to Fig. 1, in a preferred embodiment of 
applicant's invention, wherein the data connection is kept active until the remote agent 
logs off, when a call arrives at the telephony switch 109 and it is determined that the 
routing for the call is to be the remote agent, router 1 1 8 directs the switch to transfer the 
call to the remote agent, and data associated with the incoming call is then retrieved from 
database 113. The additional data associated with the call is retrieved (step (c)) from the 
database using information derived from the call, and is forwarded (step (d)) to the 
remote agent station via the always-open data connection. In this manner a screen pop- 
up with pertinent client information, or even a script to assist the agent in the interaction 
with the client, may be displayed at the agent station by the time the call actually arrives, 
or even before the call arrives at the agent station. Both steps (c) and (d) above, clearly 
occur before the incoming call is connected to the remote station, and retrieving data 
associated with the incoming call from a database, and forwarding it to the remote agent 
at the time of, or even before the call arrives, is very important to applicant's invention, 
and the specific method steps of applicant's and claims, in the order in which they are 
recited, are clearly not anticipated by Petrunka (see Petrunka col. 5, lines 52-62). 

Further applicant argues that Petrunka fails to teach the reduced log in procedure 
or the TAPI- compliant phone as recited in claim 8 (see Petrunka Fig. 3, col. 4, lines 32- 
43). Applicant also points out that the claims in the present application are in their 
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original form as filed. There have been no amendments to the claims during the 
prosecution process. 

As a broad statement for the record, it appears the examination in this case is 
following the old path of investing prior art status in inventions that accomplish the same 
or a similar purpose as the invention in examination, rather than following the principle 
that it is the actual limitations of the claim that must be found in the art. The Examiner in 
this case continues to use references which teach the capability of receiving calls at a 
remote agent station and even capable of receiving data regarding the calls remotely. The 
problem with this approach in examination is that the rejections are not prima facie, in 
that they do not teach the actual physical limitations of the claimed apparatus and the 
order in which functionality of those components occurs. They only teach accomplishing 
a similar purpose. 

re: dependent claims 2-7, 16-19, and 21-25 

Appellant asserts that the remaining dependent claims depend from either claim 1 , 
8, 15 or 20 as being anticipated by Petrunka. As the independent claims are shown to be 
patentable over the art of Petrunka, said dependent claims are at least patentable as 
depending from a patentable independent claim. 

So the appellant asserts that a proper rejection, under 35 U.S.C. 102, is not 
supported by the art of Petrunka, because claimed limitations, which enable a much more 
sophisticated and useful system than that of the Petrunka reference. 

Appellant therefore strongly believes that all of the claims standing are clearly 
and unarguably patentable over the art of Petrunka. Accordingly, appellant respectfully 
requests that the Board reverse the rejection of the claims and hold the claims allowable. 



8. 
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Claims Appendix 



The claims involved in the appeal are: 

1 . (Original) A method for establishing a remote agent station from a call center, 
comprising steps of: 

(a) establishing a data link between a computer platform at the remote agent 
station and a CTI processor connected to a telephony switch at the call center; 

(b) determining to switch a selected one of the incoming calls to an agent at the 
remote agent station; 

(c) retrieving data associated with the selected incoming call from a database at 
the call center; 

(d) forwarding the data associated with the selected incoming call to the computer 
platform at the remote agent station via the data link; 

(e) placing a call from the call center to a telephone at the remote agent station; 

and 

(f) switching the selected incoming call to the remote agent station. 

2. (Original) The method of claim 1 wherein the CTI processor at the call center and the 
computer platform at the remote agent station each have a modem connected by a 
telephony line to a telephony network, and in step (a) the data link is established by the 
computer platform dialing up the CTI processor through the telephony network. 

3 . (Original) The method of claim 2 wherein the telephony network is a publicly- 
switched telephony network.. 

4. (Original) The method of claim 1 wherein the CTI processor at the call center is 
adapted as an Internet server, and in step (a) the data link is established by the computer 
platform at the remote agent station dialing up an Internet service provider and 
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establishing an Internet connection to the CTI processor. 

5. (Original) The method of claim 1 wherein, in step (e), the data forwarded is displayed 
as a screen pop on a video display connected to the computer platform at the remote 
agent station. 

6. (Original) The method of claim 5 wherein the screen pop includes a script for the 
agent at the remote agent station. 

7. (Original) The method of claim 1 wherein first control routines executing at the CTI 
processor and second control routines executing at the computer platform at the remote 
agent station are adapted to cooperate over the data link to provide call center services to 
the agent at the remote agent station. 

8. (Original) A method for establishing a remote agent station from a call center, 
comprising steps of: 

(a) implementing a dial-up data link between a computer platform at the remote 
agent station and a CTI processor connected to a telephony switch at the call center, 
wherein enabling the data link includes a log-in procedure, and wherein once established, 
the connection may be renewed after being broken by a reduced log-in procedure; 

(b) receiving incoming calls at the call center; 

(c) determining to switch a selected one of the incoming calls to an agent at the 
remote agent station; 

(d) placing a call from the call center to a telephone at the remote agent station via 
a telephone line connected to the telephone; 

(e) detecting the incoming call by a TAPI-compliant device connected to the 
computer platform at the remote agent station and to the telephone line to the telephone 
at the remote agent station, initiating thereby a dial up of the data link with the reduced 
log-in procedure; 
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(f) switching the selected incoming call to the remote agent station; 

(g) retrieving data associated with the selected incoming call from a database at 
the call center; and 

(h) forwarding the data associated with the selected incoming call to the computer 
platform at the remote agent station via the open data link. 

9. (Original) The method of claim 8 wherein the CTI processor at the call center and the 
computer platform at the remote agent station each have a modem connected by a 
telephony line to a telephony network, and in step (e) the data link is established by the 
computer platform dialing up the CTI processor through the telephony network, 

10. (Original) The method of claim 9 wherein the telephony network is a publicly- 
switched telephony network.. 

11. (Original) The method of claim 8 wherein the CTI processor at the call center is 
adapted as an Internet server, and in step (a) the data link is established by the computer 
platform at the remote agent station dialing up an Internet service provider and 
establishing an Internet connection to the CTI processor. 

12. (Original) The method of claim 8 wherein, in step (h), the data forwarded is 
displayed as a screen pop on a video display connected to the computer platform at the 
remote agent station. 

13. (Original) The method of claim 12 wherein the screen pop includes a script for the 
agent at the remote agent station. 

14. (Original) The method of claim 8 wherein first control routines executing at the CTI 
processor and second control routines executing at the computer platform at the remote 
agent station are adapted to cooperate over the data link to provide call center services to 
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the agent at the remote agent station. 

15. (Original) A method for establishing a remote agent station from a call center having 
a CTI processor connected by CTI link to a telephony switch, comprising steps of: 

(a) receiving incoming calls at the call center; 

(b) determining to switch a selected one of the incoming calls to an agent at the 
remote agent station; 

(c) dialing a modem at a computer platform at the remote agent station by a 
modem connected to the CTI processor, establishing thereby a data connection between 
the computer platform at the remote agent station and the CTI processor; 

(d) placing a call from the call center to a telephone at the remote agent station via 
a telephone line connected to the telephone; 

(e) switching the selected incoming call to the remote agent station; 

(f) retrieving data associated with the selected incoming call from a database at 
the call center; and 

(g) forwarding the data associated with the selected incoming call to the computer 
platform at the remote agent station via the open data link. 

16. (Original) The method of claim 15 wherein the telephony network is a publicly- 
switched telephony network.. 

17. (Original) The method of claim 15 wherein, in step (g), the data forwarded is 
displayed as a screen pop on a video display connected to the computer platform at the 
remote agent station. 

18. (Original) The method of claim 17 wherein the screen pop includes a script for the 
agent at the remote agent station. 

19. (Original) The method of claim 15 wherein first control routines executing at the CTI 
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processor and second control routines executing at the computer platform at the remote 
agent station are adapted to cooperate over the data link to provide call center services to 
the agent at the remote agent station. 

20. (Original) A home agent call center system, comprising: 

a telephony switch connected to a first trunk adapted for receiving incoming calls 
from a telephony network, and to a second trunk adapted for placing outbound calls into 
the network; 

a computer telephony integration (CTI) processor connected to the telephony 
switch and to a data base, the CTI processor executing a CTI application; 

an agent station remote from the call center, the agent station having a telephone 
connected by a first telephony line to the telephony network and a computer platform 
with a video display unit (PC/VDU) connected by a second telephony line through a 
modem to the telephony network; and 

a data port associated with the CTI processor adapted to establish a data 
connection; 

wherein a data connection is established between the CTI processor and the 
computer station at the remote agent station, and as incoming calls are switched to the 
remote agent station, data pertaining to each incoming call is retrieved from the data base 
and sent via the open data link to the computer platform at the remote agent station to be 
displayed on the VDU. 

21 . (Original) The system of claim 20 wherein the data connection is established prior to 
a first call being switched to the remote agent station, and is maintained open thereafter 
as further calls are switched to the remote agent station. 

22. (Original) The system of claim 20 wherein the computer platform at the remote agent 
station is characterized by a TAPI-compliant device connected to the telephone such that 
the computer platform may detect incoming telephone calls, and wherein, upon detecting 
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a call from the call center, the computer platform immediately dials up the CTI-processor 
and establishes the data link by a reduced log-in procedure allowing a minimum time 
connection. 

23. (Original) The system of claim 20 wherein the CTI-processor is characterized by 
having a modem bank adapted to dial outgoing calls, and wherein, as a call is selected to 
be switched to the remote agent station, the modem bank dials the remote agent station 
and establishes the data connection. 

24. (Original) The system of claim 20 wherein the telephony network is a publicly- 
switched telephony network. 

25. (Original) The system of claim 20 wherein the CTI-processor is adapted as an 
Internet-connected server, and the data link is established by the computer platform at the 
agent station dialing up an Internet service provider (ISP) and establishing an Internet 
link to the CTI-processor. 
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9. Evidence Appendix 

No evidence other than the arguments and facts presented in this brief is provided. 

10. Related Proceedings Appendix 

No copies provided, because these claims have never been appealed. 
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